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In t he Claims: 

1 . (Currently amended) A method of prioritizing calls 
connected to an automated telephone system comprising the steps 
of: 

connecting a plurality of calls to said automated 

telephone system; 

obtaining caller identifying information from each of 

said connected calls; 

placing each e ^of_ said connected calls on hold; 

searching a customer database and identifying a customer 
database record corresponding to the caller identifying 
information for each connected r.all. said identified customer 
database records including information pertinent abou t a previous 
int eraction with said customer ; 

retrieving information from said identified customer 
database records that is relevant to call prioritization; 

creating a call record for each connected call, each 
call record including said caller identifying information and said 
retrieved call prioritising information; 

inserting each created call record into a hold queue; 

based on at least said retrieved call prioritizing 
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information, prioritizing said plurality of calls in said hold 
queue; and 

directing a connected call from said plurality ot 
prioritize d calls in said hold cpaeue to an available agent_^-b aGcd 
on said c all priority data; — aftd 

wherein oaid step o£ directing a connected call fe e 
direct to an avai l able agent oomprisco displaying a lict of call 
rcoordn storod in paid bold queuC/ — including £:aid caller 
identifying informs t -i o n ond oaid call priority data for each oai -d 
eeffi ^ctcd call on at - lcact one available agent dinpl.jy 
maa::all " y >:sclooting a - - c QnncGtcd "- call to dircoL Lu - Daid available 
agent -. • 

2. (Original) The n^ethod as claimed in claim 1, wherein 
each said connected call comprises an incoming telephone call 
placed by an interested caller to said automated telephone system. 



3- (Cancelled) 



4. (Original) The method as claimed in claim 1, wherein 
said step of selecting a connected call to direct to an available 
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agent comprises; 

comparing the retrieved call prioritizing information 
stored in each call record with at least one predetermined 
prioritization attribute; 

arranging the call records in the hold queae according 
to the prioritizing information comparison; and 

automatically directing a connected call that enjoys a 
highest priority position in said hold queue arrangement to an 
available agent. 

5. (Original) The method as claimed in claim 1, wherein 
said step of obtaining caller identifying information comprises 
using an automatic number identif icatioxi (ANI) system to obtain a 
telephone number from which the connected call is placed. 

6, (Original) The method as claimed in claim 1, wherein 
said step of obtaining caller identifying information comprises 
using an integrated voice response (IVR) system to obtain said 
caller identifying information directly from a connected caller. 
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7. (Currently Amended) A hold queue prioritizing system 

comprising : 

an automated telephone system; 

a call receiver/director for connecting a plurality of 
^ calls to said automated telephone system; 

a customer database including a plurality of database 
records, each database record including caller identifying 
information and information relevant to call prioritization based 
on a previous Interaction with said customer; 

a means for obtaining identifying information from each 
of said plurality of calls connected to said automated telephone 
system; 

at least one hold queue coupled to said call 
receiver/director, said at least one hold queue for holding call 
records related Lo said plurality of connected calls; 

a plurality of call center agent terminals coupled to 
said automated telephone system for handling said connected calls; 
and 

a hold queue prioritizer responsive to said caller 
identifying information from each of said plurcilityplurality of 
calls connected to said automated telephone system, for retrieving 
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at leasL a portion of said call prioritizing information stored in 
each said database record corresponding to each connected call_^ 
prioriLi^inq -<.aid plurali t-.y of calls in said hold queue based on 
at least said retrieved caU prio ritizing information, and for 
selecting a connected call to direct from said pluralitx_of 
prioritized calls in said hold queue i v an availoblc agont. 
rajponpiT/c !:o Jaid Jt Icaut a portion of paid call prioritizing 
iiif orrnQtlon_ ^-;- 

^^fee^ej: ^ jaid huld queue pri o ritiscr co iap rigco a hol n^ 

^aet^^- all record dioploy, displnyod on - at Icjot on^ of said 
p3.ui al lL y or ag c nr tnrm lnglo, uaid call record diaplay including 
uglier idcnt i fy' '^"J ■i-^-F . m-mnf -i r^n - a - nd crill pri :e^'iti::ing in^crmation 

^jH?ee4rj^ a cell an a/ailab.U. nqcnL based on oaid d4^!>filey^ 
connected - call in fe rwatiun . 

8. (Cancelled) 

9. (Previously Amended) The hold queue prioritizing system 
as claimed in claim 7, wherein said displayed call prioritizing 
information comprises raw customer information retrieved from each 
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10. (Previously Amended) The hold queue prioritizing system 
as claimed in claim 7, wherein said displayed prioritizing 
information comprises a call priority score derived by said hold 
queue prioritizer responsive to said call prioritizing information 
retrieved from each said customer database record. 



11. (Original) The hold queue prioritizing system as claimed 
in claim 10, wherein said displayed call priority score is an 
absolute call priority score. 

12. (Original) The hold queue prioritizing system as claimed 
in claim 10, wherein said displayed call priority score is a 
relative call priority score. 



13. (Original) The hold queue prioritizing system as claimed 
in claim 7, wherein said means for obtaining caller identifying 
information comprises an automatic number identification (ANI) 
system. 
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14. (Original) The hold queue prioritizing =y=t^m as claimed 
d in Claim 7, wherein said ™e,„. for obtaining caller identifying 
information ccprisea an integrated voice reaponse <IVR, system. 
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15. ^r,.rrP,nr.l Y Amended) A system for prioritizing calls on 
hold and connected to an automated telephone system comprising: 
a call receiver/director for receiving a plur^ility of 
calls connected to said automated telephone system and for 
r ' directing said plurality of connected calls to a plurality of 

agent terminals coupled to said call receiver/director; 

a customer database, including customer database records 
including caller identifying information and call prioritizing 

information basM_°B-^££2ZiousJ^^^ 
at one hold queue; and 

a hold queue prioritizer, coupled to said call 
receiver/director, said hold queue prioritizer including: 

a means for obtaining caller identifying information 
from each of said plurality of connected calls; 
a means responsive Lo said obtained caller identifying 
information, for searching said customer database 
to identifying customer database records 
corresponding to said obtained caller identifying 
information for «ach of said plurality of connected 
calls, and retrieving said cal.1 prioritizing 
information from each of said identified customer 
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database records; 
a means for creating a call record for each of said 

plurality of connected calls, each call record 

including said caller identifying information and 

said call prioritizing information; 
^ means for prioritizing said plurality of calls in said 

hold queue based on at lea s t said re t rieved call 

prioritizing information, 
-^lea^^^^-^fm^^o ia nu. ac, nn np Vr l fe e-^a^^ ^H Lold queu e 



pi i o ritizcr HT u r storing ..ai.-J orcated oa.ll rce e^45-f-_and 

a means for selecting a connected call from said 
p.lnritized hold queue__to direct to an available agent based on 
said call prioritizing inIormation-^ 

whe^:H.i ... id f n- '^f-^■<-^ t.±nq a o :. !! '^ u d-r cct t n n n 

Ui. playing o a ia pluL -.li^ Y o i ual l ■ i M 1 -'1 i h old 

q u ca o oaid d x.,. ia, L. J .a ll n-'^.i- linnTTlli. , . u11 l.i I rlr -t i f prf 
iW.ation uud ..1 1 j H I i .'mi 'ir Hinr nnrl u mcano for 



dirccfe — fee — s& 
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17. (Original) The system for prioritizing calls on hold and 
connected to an automated telephone system as claimed in claim 15, 
wherein said means for selecting a call to direct to an available 
agent comprises a means for automatically directing a connected 
call to an available agent based on the call prioritizing 
information stored in said plurality of call records in said hold 
queue. 



18. (Original) The system for prioritizing calls on hold and 
connected to an automated telephone system as claimed in claim 15, 
wherein said call prioritizing information corresponding to each 
said connected call comprises raw information retrieved from each 
said customer database record. 

19. (Original) The system for prioritizing calls on hold and 
connected to an automated telephone system as claimed in claim 15, 
wherein said call prioritizing information corresponding to each 
said connected call comprises a call priority score derived by 
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id hold queue prioritizer responsive to said retrieved call 
prioritizing information for each said connected call. 
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20. (New) The methcd as claimed in claim 1, "herein 

.aia step of directing en available agent ccmpri.ea displaying a 
li3t of call reccrds .tcrad in said held queue, including said 
caller identifying information and said call prioritizing 
information for each said connected call on at least one available 
agent display and manuaUy selecting a connected call to direct to 
said available agent. 

21. ,„e„, The hold queue prioritirlng system as claimed 

in claim 7, Wherein said hold gueue prioriti.er comprises a hold 
queue call record display, displayed on at least on of said 
plurality of agent terminals, said call record display including 
caller identifying information and call prioritising information 
for each call record in said hold queue and a means for manually 
directing a call to an available agent based on said displayed 
connected call information. 

22. (New) The system for prioritizing calls on hold and 

connected to an automated telephone systen, as claimed in claim 15, 

^^11 i-n riirect to an available 
wherein said means for selecting a call to direct 

V iw record display for displaying said 

agent comprises an on hold call record aisp y 
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plurality of call records stored in said hold queue, said 
displayed call records including caller identifying information 
and call prioritizing information and a means for allowing an 
available agent to manually select a connected call to direct to 
said available agent based on said displayed call prioritizing 
information. 
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